FIA =i | con

Family Independence Agency—Lansing, Mich. « April 2001

New state system matches births
to abusive parents

Information system matched new births to FIA database

for first time on March 7

A new system that links
newborn children in families with a
history of serious abuse or neglect
matched the two for the first time
March 7.

The new process aerts the
Family Independence Agency to
births in families where children have
been previoudy removed for abuse or
neglect and parental rights have been
terminated. The system could match
any of Michigan's 130,000 annual live
birthsto an FIA database of 34,000
parents who have had their parental
rights terminated for other children.

The results dert Child
Protective Services investigators
across Michigan to cal on the
newborn’s family.

“Thisis an effort to ensure
children are safe in households where
serious abuse or neglect has previ-
oudly occurred,” said Gov. John
Engler March 20. “Working together,
the Family Independence Agency and
Department of Community Health
will cooperate to ensure no harm
comes to newborns.”

The new system was an-

continued on page 4
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Gogebic,
Marquette
counties hit
Zero

U. P. counties are 83
and 84™ Project Zero

sites to achieve goal

The Gogebic County
Project Zero program reached
“zero” Feb. 9, when dl their
target Family Independence
Program (FIP) cases were
reporting earnings. When the
Marquette County Project Zero
program reached “zero” on Feb.
23 it became the 84th Project
Zexo Site to reach “zero” since
September 1997.

With the achievements,
84 of 103 Project Zero sites have
now reached zero one or more
times.

Gogehic County FIA
director Dale MacDonald said
achieving zero isthe result of
teamwork and dedication to task.

“Reaching zero in
Gogebic County involved the
efforts of staff from all of the
unitsin the office,” he said.

“In particular, | want to
recognize the dedication and hard
work of the Project Zero coordi-
nator, family independence
manager and the family indepen-
dence staff, dong with staff from
Work First and the 4C of the
Upper Peninsula, who worked
closely with our customers and

continued on page 4




Intercepted letters

To: FIA Icon
Date: Feb. 14, 2001
Subj:  January article

| was interested in the article about Gail Petri’ s volunteer work in Costa Rica. | applaud the work she is doing as well
as the effort and need. My husband and | also volunteer with an organization called Helps, International. We went Feb.
17 with aHelps medical team heading for Guatemala for 10 days. We just received our tax information from the

organization and were told that the IRS does not consider the airfare associ-
ated with the trips as a tax-deductible expense. The information given in the
January Icon said that was deductible, so maybe folks need to know that they
should check with their tax advisors about deductions.

Shelley Miller-O'Neill
FIA Division of Community Supportive Services, Lansing

To: FIA director Doug Howard
Date: Feb. 12,2001
Subj:  FlA Icon

| am contacting you to express our collective dua-county appreciation for
your willingness to highlight the essay “Finding the Hero Within” in the
January Icon. Not only was that a significant honor for Ms. Bauer, her words
very appropriately echo what we have been trying to accomplish locally for a
number of years now—the development of a seamless service system driven
by atrue partnership of our customers, staff, other community resource
providers and Central Office. The words and deeds of aloca staff person
increases the recognition that al loca employees so richly deserve for their
selfless contributions toward making that ongoing customer focused partner-
ship the cornerstone of our day-to-day operations. Thanks for letting Bea

speak for everyone in Charlevoix-Emmet.
Terry Salacina, Director
Charlevoix-Emmet County Family Independence Agency

To: Food Stamp Error Group
Date: Feb.7,2001
Subj:  Rates

In our monthly logs we always present the six-month moving average which
smooths out most of the month to month blips. The May 2000 to October 2000
six-month average is at 9.85 percent. This marks the first time a stable
indicator (year-to-date average of more than three months or six-month
average) has broken the 10 percent threshold. Also, note the nice download
dope of the line on our February 6, 2001 report. There appears to be contin-

ued downward momentum.
Stephen Hilker, Director
FIA Office of Quality Assurance, Lansing

B See a special intercepted letter on page 5.
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From the Director

By Douglas E. Howard
Director, Family Independence Agency

Considering our future

Aswe look forward to spring and the warm weather season, | think it’s important to
reflect on our success under welfare reform and consider our prospects for the future. Like many othersin
state government al over the United States, | have been meeting with decision-makers and elected officias
on the upcoming reauthorization of Temporary Assistance for Needy Families—the federal welfare reform
program passed in 1996. Its six-year life comes up for reauthorization in 2002. When the U. S. Congress
passed welfare reform and started the TANF program in 1996, there were many goals. A principa goa
was to reduce the number of families receiving public assistance checks by helping these families enter the
work force and pursue economic self-sufficiency. Other goals were to build families and reverse the trend
of minor parents receiving public assistance.

While an exalted goal, the purpose of TANF was not to end poverty in the United States. The U. S.
government learned through the “ Great Society” programs of the 1960s that it couldn’t buy its way out of
poverty. Governments redistribute wealth created in the private sector and cannot in themselves create
permanent lasting jobs. Poverty declined dramatically in recent years because of business expansion and
good government policy like that represented under the federal welfare reform act. As such, we hope
welfare reform is ameans for families to begin their journey out of poverty, but it is only one piece of a
larger puzzle. Like Michigan, most states have seen unprecedented declines in public assistance rolls since
the implementation of TANF. Ironi-
cally, some persons would use this as
1400 T FIA Spending for AFDC/FIP and Child Care Services ammunition to fund TANF at levds
1200 + Fiscal Year 1994-2001 (projected) lower than those appropriated or
In millions of dollars alocated in 1996, when States re-
ceived grants equivalent to their 1994
EFIP/AFDC spending levels. Y et no one considers
mchild care||  those dollars poorly spent, and for
good reason.

Since TANF began, the old
culture of welfare ended as public
assistance became a hand up, not a
handout. The Family Independence
Program caseload in Michigan is lower
than it's been since the 1970s. This
was achieved without a linked increase in child abuse or abandonment, one of the feared tradeoffs when
welfare reform was being negotiated in the middle 1990s. For families that can work, public assistance has
been replaced by support services like child day care and transportation that assist families while they climb
the work ladder. In the FIA last fiscal year, we spent more dollars supporting work through child day care
reimbursement (about $427 million) than we spent on FIP benefits (about $325 million). This compares to
FY 1994, when Michigan expended $1.16 billion on AFDC and less than $90 million on child care services.
Thisis aremarkable and positive turnaround.

As we pursue TANF reauthorization in the coming year, we can al reflect on these achievements.
Nothing says more about an assistance program than results, and TANF has helped states achieve results
not considered possible. | am grateful for the role you played in this effort in Michigan.
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Gogebic &
Marquette PZ
sites hit zero

continued from page 1

found creative solutions to the
problems which stood in the way of
achieving success.”

“Zera” isthe point in time
when al target FIP cases are work-
ing and earning
income. Target
cases are those
open 60 days,
required to
participate in
the Work First
program and
expected to
have earnings.

Marquette
FIA director Julia Hadas said the
achievement in the Upper Peninsula’s
most populous county was the result
of, “Innovation, collaboration and
dedication embraced by our staff,
community partners and customers.

“They
were the keysto
helping our
families achieve
self-sufficiency.
We look forward
to continuing our
efforts to streng-
then families.”

Project Zero
is a cooperétive effort involving state
and local agencies, businesses and
service providers.

“County staff deserve
congratulations,” said state FIA
director Douglas E. Howard. “They
and their community partners have
done an outstanding job. | aso want
to congratulate our hard-working FIP
customers and the employers who
hired them.”

4

Dale MacDonald

Julia Hadas
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New birth match system begins

continued from page 1

nounced last September when FIA director Douglas E. Howard announced
the partnership to match information on the FIA’s Services Worker Support
System with vital statigtics at the Department of Community Health
(DCH).

“Theissue was raised in areport by the Office of the Children’s
Ombudsman,” said Howard. “A serious case of child abuse that resulted in
death of one child last summer escalated our efforts. We are pleased to say
the system has been tested and works.”

State Department of Community Health director James K.
Haveman Jr. said his agency finalized the reporting process with links to
the DCH Vita Statistics section.

“Qur innovation will help Child Protective Services identify children
that may be at risk,” said Haveman. “This partnership is focused on the
safety of the child and will allow for early intervention when needed.”

State law requires the FIA to do an assessment of newbornsin
families whose parental rights were terminated for other children. The new
process resolves an earlier shortcoming.

“Michigan law requires our agency to do an assessment of risk to
newborn children in homes where children were permanently removed,”
Howard said. “Before, without the link to Community Health data, we were
unable to verify new births. Now we will be able to fulfill our obligationsto
newborn children in potentialy risky situations.”

All matches produced through the reporting system will be verified
at Family Independence Agency county or Wayne County district offices to
ensure the match is to a family with prior parenta rights terminations. In
cases where the match is correct, CPS staff will conduct an investigation
of the household to ensure the child is not at risk from factors that earlier
led to termination of rights.

“Child Protective Services workers are empowered by state law to
investigate and ensure the child is safe,” said Howard. “If the evidence
indicates risk factors are present, CPS staff will take appropriate action up
to and including removing the child from the home and petitioning a Family
Court to terminate the parents' rights.”

Under Michigan’s five-category CPS process, the range of appro-
priate actions could include taking no action and closing the case, referring
the family to community services, opening a case or, in the most serious
scenario, removing the child and petitioning for an end to parental rights.

“The FIA believes families are the best place for children,” said
Howard. “However, when children are not safe with their families the FIA
is required to take steps to ensure the child’s safety. Thisis not a case of
big government invading a family’ s privacy, but government doing its duty
to protect at-risk children and shepherd the public trust.”

Prior to development of the new system, the FIA questioned a
number of other state Child and Family Services agencies across the nation
and found that none had an automated system, and each faced the same
problemsin trying to identify these families.

FIA lcon




Special intercepted letter

To: Jean Hoffman, FIA Adoption Services
Date: Dec. 18, 2000
Subj:  Adoption services

| would like to express our sincere thanks to you and the staff of the Adoption Program for the creation of the
BUMP Program in Eagle Village. Our 15-year-old son, Brian, has been participating in this program for about one
month. Brian was able to come home for along weekend at Thanksgiving and is home for aweekend at thistime. |
wish | could describe to you the changes we have witnessed in Brian since he has been in the program. Thiswas a
young man who has had no motivation at all—in his persona hygiene, schoolwork, home chores or anything. My
husband and | were at the end of our sanity. This short time in BUMP has given us a young man who has matured—is
now becoming interested in his persona care and learning self-discipline. I can only imagine what another couple of
months in this program will show us.

It has been a pleasure to meet and talk with James Hicks, the program director. His understanding and com-

passion for adoptive families is wonderfully comforting. We are grateful because, having been an adoptive family, he
understands the feelings and the height of emotions that sometimes occur.

We would aso like to express our sincere thanks to and for Pedro Alvarez, our adoption subsidy specidist. He
has been so tremendoudly cooperative and helpful. He has guided us through the maze of necessary paperwork to get
our son into the program. In regard to general issues, Mr. Alvarez and Ms. Tenna Draper have been most helpful.
What a wonderful change from what we went through before these changes came along. It takes areal load off the
shoulders of adoptive parents to have one less fight on their hands to receive the help they need.

| would aso like to share with you our fegling about Rick Marshall. Over the past severa years Rick has been
our pillar of strength. | firmly believe the reason our family of six adopted children is reatively successful is because of
Rick’s support. When we felt there was no support out there anywhere, Rick was always there. He has talked with our
kids on his own time after work when there was conflict and we felt helpless. Our two oldest children have appeared in
Probate Court on more than one occasion. Rick has been with us anytime we asked him to be there to support us. Even
though our last adoption was completed three years ago, Rich has maintained an interest in our kids—their school
grades, extracurricular activities, and the direction their lives are going in
generd. | find it interesting that this man has been willing to help our
family even though the adoption of our first two children were not through
FIA. Rick is atremendoudly wonderful gentleman and | hope everyone
connected with FIA adoptions is aware of this.

| fed it is very important that you hear from adoptive families
regarding these really spectacular people and this absolutely greet pro-
gram for these kids who have so many, many issues. Unfortunately, as
hard as we parents try, we are not able to erase those painful memories
and experiences from the past. | believe with al my heart as an adoptive
mother that without these powerful strengths to support families many of
use would have given up long ago. Now, perhaps, with these wonderful
people and programs we will be able to complete our desire—to send our
children out into the world to be happy, hedlthy adults who are able to take
care of and support themselves.

Beverly Budzynski
Houghton Lake

B The BUMP Program is an FIA contract agency specializing in short-term
post-adoption services for families.
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Jackson County mom of three first achiever in 2001

By Sherry Hicks, Program Manager

Jackson County Family Independence Agency

Telephone (517) 780-7040

Jackson, Mich.—Roxanne Taylor, a
Jackson County mother of three, was
honored as the initia Achiever of the
Month for 2001 at ceremonies Jan.
26 in Jackson.

Roxanne was presented the
award while family, friends, and her
favorite college professor looked on.
During her awards presentation
Family Independence Agency
director Douglas E. Howard com-
mended Roxanne on her hard work
and determination to make a better
life for her children.

“Roxanne agreed to accept
this award as a representative of the
many recipients and their families
who are also working toward inde-
pendence from the welfare system,”
said Howard. “1 believe sheisfine
example for others to emulate.”

Kids motivated mom

During her remarks at the
ceremony Roxanne credited her
children Shannon, age 3, Jacob, 5, and
Cassandra, 7, as her motivators. One
of Roxanne's mentors, Prof. Curt
Cremeans, said Roxanne was an
inspiration for al who worked with
her and praised her for her determi-
nation.

“Although we are here to
salute Roxanne, it is clear this honor
aso reflects very favorably on the
Jackson County FIA staff and our
community partners who have made
significant contributions to her

success,” said
Howard.
“There have
also been
many other
people, doing
anumber of
things that
have helped to
clear the way
for Roxanne
to succeed.

“l am
pleased to
have this
opportunity to
thank the
Jackson
County FIA,
South Central Michigan Works!, the
Community Action Agency, the Early
Head Start Program, the Lions Club
and the many family and friends who
have contributed to her climb toward
economic independence and s&if-
sufficiency.”

A single mother starts a new journey
Roxanne first became
acquainted with the Jackson County
FIA in March 1998. At that time she
was separated from her husband and
had three young children. Roxanne
was enrolled at Jackson Community
College and was mgjoring in account-
ing and business. When her husband
left he took the family’s only working
vehicle and did not pay any child

Roxanne Taylor

support. Roxanne had no transporta-
tion to find work and gpplied for
assistance.

Through FIA she received
Family Independence Program funds,
Medicaid, day care and food stamps
benefits. While Roxanne was grateful
for the support, she did not feel good
about receiving assistance and was
determined not to make welfare a
legacy. She wanted a better future
for her family.

Hurdles to overcome

Roxanne had last worked in
October 1995. Her children were
young, and she needed to find appro-
priate day care. Her son Jacob is
visualy impaired and needed a day
care provider who
was sendtive to his

special needs.
Roxanne was en-
rolled in school and
the only incomein
her household was

Page 6

FIA lcon



Jacob’'s SS| payment. She did not
have a working vehicle and she was
dependent on her mother for trans-
portation.

Roxanne applied for assis-
tance to stabilize her household
income and continued to attend
Jackson Community College. She
received an associate' s degree in
finance, accounting and businessin
June 1999.

Roxanne continued to
struggle trying to find dependable
transportation for her to get to work
as well as find adequate child care
for her son, Jacob. She was able to
repair her vehicle so she could start
seeking employment after her gradu-
ation. She refinanced her homein
December 1999 and purchased a
different used car. She became
employed full-time in March 2000 and
is no longer receiving cash benefits.
When she began her new job as an
administrative accounts receivable
assistant, South Central
Michigan Works! supplied
funds for car repairs and
work clothing.

Many & mutual admirers

Roxanne credits the
support of her mother asa
reason that she is where she
istoday. Her mother aways
helped her with her day care
and transportation problems.
Roxanne' s mother and sister
assisted in caring for her
children during her hospita-
ization in December 1998,
aso.

Because of Jacob’'s
visud impairment the Lions
Club purchased a computer
printer for Jacob to assist him
at home. Roxanne said the
Community Action Agency
was very helpful. Through
them she met Jan Ulrich, a

April 2001

counselor for the Early Head Start
program. “She was really great and
gave me tremendous support when |
needed it,” Roxanne said.

Roxanne aso credits her FIA
worker, Chris Garbarczyk for helping
her and always believing in her.
Garbarczyk returned the compliment,
saying Roxanne's honesty and
determination have always impressed
her.

“When | first spoke with her
| was redlly impressed,” Chris said.
“In our firgt conversation Roxanne
said she thought that she had re-
ceived too many food stamps. It
turned out she was correct. She was
really honest and aways reported any
change.

“Whenever | stopped by
during a home call and asked
Roxanne how things were going, she
aways said she would continue to
work hard to get ahead and she

W

1

Roxanne Taylor with children (clockwise from right) Shannon, Jacob and Cassandra
Lockwood.

would never give up. | dways
believed her.”

Local recognition

At the Jan. 26 event
Roxanne was presented with gifts
from Jackson County FIA Board
chair Jerry Emmons and Jackson
County FIA director Renee Hay-
ward. Roxanne received a gift
certificate to alocal store and her
three children received gifts as well.

Director Howard concluded
the ceremony with a presentation to
Roxanne of an Achiever certificate.

“Roxanne has faced many
challenges to make a better life for
her and her family,” said Howard.
“Today sheis on a path that will
inspire her persona development. She
isawonderful role modd and,
through her example, her children will
learn that determination and hard
work can lead to success.”
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Spotlighting FIA staff

Three in Food Stamp Payment Accuracy projects

Chuck Dunn, an FIA employee
since 1975, is currently assigned to
the food stamp policy unit in the
Office of Financial Assistance
Programs. He is responsible for
ongoing monitoring and tracking of
reinvestment spending. Chuck also
Serves on various payment accuracy
committees and councils that develop
and implement training activities,
surveys, and job aids for the field.

Another aspect of Chuck’s
work pertains to food stamp quality
control (QC) audit results. He
reviews all exceptions to ensure that
the auditors have applied policy
appropriately and resolves any
discrepancies with QC staff. Signifi-
cant savingsin cited QC
misissuances have been realized from
this activity.

Audit reconsideration re-
guests from the field are sent to him
and he makes recommendations as to
whether these requests can be
supported and forwarded to QC. He
performs analyses of the overal QC
results to help formulate future policy
decisions.

Married, with four children,
Chuck enjoys pocket hilliards in his
leisure time. His future plans
include...retirement! Thiswould
happen much quicker, he said, “If |
can ever get in the hot seat on ‘“Who
Wantsto Be aMillionaire!™”

[ |
Deb Patter son, a 25-year state
employee is currently responsible for
the coordination of some of the
activities for Outstate and Wayne
County Technical Assistance Teams
(TAT). She has worked with TAT
members in development of the
newly revised food stamp targeted
case reading form. Deb is responsible
for reports generated from the TAT
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From left: Helen Anderson, Chuck Dunn and Deb Patterson

activities and coordinates an informa:
tion sheet for al family independence
managers. She makes assignments,
tracks development and releases the
finished product to al first and second
line FIM in the State.

Deb was the conference
chairperson for last fal’s FIM
conferences and is a co-chair on the
Future Conference Committee. She
will be the lead on the administrative
support work group to help identify
training issues for administrative
support that relate directly to food
stamp payment accuracy.

Mecosta County, Osceola
County, FIA Zone 3 and Outstate
Operations are some of the areas
Deb has been assigned in her FIA
career. Sheis married with 2 children
and nine grandchildren. She said her
future plans include “resting some-
time.”

[ |
Helen Anderson, an FIA employee
since 1997, is currently afood stamp
payment specialist in the FIA Office
of Reengineering & Quality Manage-
ment. Last summer she chaired the
23 “Hot Potatoes’ conferences.

Helen was responsible for
Ste selection, hotel logistics, contract

negotiations and payment invoice
processing. Marketing and promoting
the FIA to Michigan hotels, conven-
tion and visitors bureaus for future
conferences keeps Helen extremely
busy.

Helen has other duties
related to food stamp accuracy
efforts. She plans and coordinates the
Big 14 monthly meetings and will
assist Michigan’s 2001 BIG TEN
delegation at the nationa food stamp
accuracy conference in Cleveland.

A graduate of Western
Michigan University in Kalamazoo,
Helen is currently working toward a
master’ s degree in career and
technical education at Ferris State
University in Big Rapids. Her work
experience includes two years at
Muskegon County FIA, admissions
counselor-recruiter duties for the U.
S. Job Corps Program and Grand
Valley State University in Allendale,
and managing sales and catering for
the Hilton Hotel in Muskegon. Sheis
an adjunct faculty member at Baker
College in Muskegon.

Helen is mother to two
families—three adult children and
children ages 10 and 4.

—Anne Sigourney
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Customer Service Excellence

A new initiative to help FIA employees work toward satisfying relationships with

customers and each other

B For more information on Customer Service Excellence contact Bill Patrick, director of the Family Independence
Agency'’s Office of Professional Development, at (517) 373-2005 or by email at PatrickB2@state.mi.us

Beginning with state welfare
reform efforts in the mid-1990s, the
FIA began to serve amore diverse
population than in the past
and began to change
certain long-held practices.
When AFDC was ended
by wefare reform in 1996,
FIA field specialists began
working with customers
more intensively than ever
before on waysto help
them achieve salf-suffi-
ciency through work,
income and other produc-
tive persond or family
activities.

Eventudly this
helped change the tradi-
tiond client-manager
relationship to more of a
customer-broker relation-
ship. To encourage the
burgeoning relationship
between field specialists
and customers, the FIA in
spring 1999 began to take
steps to ensure that
everyone who needed
services would have a
positive experience in their
interaction with the Family
Independence Agency. The FIA
decided customer service training for
its employees might be away to
support this and began efforts to
implement an employee training
program. An event later that year
made it clear the agency was moving
in the appropriate direction.

The FIA commissioned a
survey that year to better understand
itsimpact in communities, and the
survey response was delivered in
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autumn 1999. Using focus groups and
telephone surveys, the survey—
conducted by awell-known private

Trainer Colleen Cooper discusses the “bicycle” model of
customer service training. The bicycle represents four
dimensions of service—rear wheel technical skills, front
wheel people skills, handlebar self-management skills,
and flexibility represented by the sprocket and gears.

Lansing, Mich. firm—reported a third
of FIA customers believed they were
treated poorly by Family Indepen-
dence Agency workers. It suggested
FIA customers develop their
worldview of the agency based on
the relaionship they develop with the
first FIA employee they contact.
This information helped the
Family Independence Agency
understand that working with human
services customersis much like the

“restaurant experience” that is
discussed in Customer Service
Excellence, the new FIA employee
training program.

What is the restau-
rant experience? Think
about the last visit you
made to a restaurant and
what you remember about
it. Isyour strongest memory
of the food or the service?
For most people it's the
service we remember even
though we conscioudy
believe we are going to a
restaurant because of the
food.

Through the survey,
the Family Independence
Agency learned that when
customers cameto its
officesin the welfare
reform era, the samerule
applied: customers came to
the FIA wanting cash
assistance, food stamps or a
smilar service, but often
went home thinking about
the customer service they
received. Furthermore,
Family Independence
Agency employees had no
ideatheir customers had such expec-
tations.

Through the Office of
Human Resources, the FIA con-
tracted with Wilson Learning Corpo-
ration, a global leader in assessment
and learning systems for Fortune 500
and emerging organizations, to assst
in developing the training.

Initialy the FIA convened
two focus groups comprised of a

continues on page 10
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Customer Service Excellence

continued from page 9

variety of agency staff from different
programmatic and geographic areas
of the state. One group developed
customer service values and compe-
tencies; the other vaidated the work
of the first and developed customer
service behaviors.

The training was first pro-
vided to about 600 receptionists,
back-up receptionists and their
supervisors in August and September
1999, with Wilson Learning conduct-
ing al the sessions. In early 2000, the
FIA determined al 13,000 of its

gtanding of how this tiesinto Family
Independence Agency priorities. This
session includes discussion on actions
that can be taken to improve cus-
tomer service and identify activities
that can prepare staff for the two-day
training.

W Customer Service Excellence,
the two-day training program for
employees and their supervisors.

B Managing Customer Service
Excellence, a one-day day follow-up
session exclusively for supervisors
and managers, offers coaching skills

Customer Service Excellence is based on a
four-step process for interacting with
customers—open, interact, ask for an
expression of satisfaction, and conclude.

The training includes instruction and role-
play in how to make workplace adaptations
for four different customer conditions.

employees in Michigan should attend
customer service training. The Family
Independence Agency worked with
Wilson Learning to customize the
training, conduct pilot sessions and
train-the-trainer sessions. FIA
trainers and private contractors were
ingtructed in how to ddliver the
COUrses.

In August 2000, after three
pilot sessions, Customer Service
Excellence training began statewide
for al Family Independence Agency
employees. Customer Service
Excellence training consists of three
parts:

B Connection Events for al
supervisors, managers and directors,
to provide an overview of what will
be included in the training and under-
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to reinforce customer service prin-
ciples learned and sustains continued
application of the ideas back in the
office.

This three-pronged approach
is based on training principles that
greatly enhance the likelihood that
information learned will be applied
after the training.

Customer Service Excellence
teaches FIA staff membersin all job
classifications a number of customer
and persona skills. Employees are
encouraged to apply the skills when
dedling with both internal and external
customers. Equally as important, it
includes training in persond sdlf-
management skillsto help staff deal
with their personal reactions to
customer interactions.

Customer Service Excellence
is based on a four-step process for
interacting with customers—open,
interact, ask for an expression of
satisfaction, and conclude. The
training includes ingtruction and role-
play in how to make workplace
adaptations for these different
customer conditions:

B Comfortable—the customer who
believes his or her needs and expec-
tations will be met.

B | ndecisive—the customer who
can’'t make up his or her mind or may
not even know what (s)he wants.

B |nsistent—the customer who
makes demands and requires you to
take some kind of immediate action.
B |rate—the angry customer who
needs to blow off steam before you
can begin to work with him or her.

Why Customer Service
Excellence? FIA director Doug
Howard summarizes the reason in the
video shown at the beginning of each
class when he says:

“I believe Family Indepen-
dence Agency staff want to do well.
| believe we do very well. | have
visited nearly 60 locd FIA offices
and | have visted most of our juvenile
facilities. | have been very impressed
with the quality of our staff.

“I believe our staff by and
large do embrace the concept of
customer service. What we do in our
daily work makes a difference for
children and families in Michigan and
it'simportant that we think about how
we treat people. I’'m not suggesting
that we need to find new and differ-
ent ways to say yes more and no
less.

“Infact, | suspect that we
may need to continue to say no quite
often. And we are in the unenviable
position of telling people that we can't

FIA lcon
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Customer Service Excellence participants point out Family Independence Agency values represented in the training—
customer focus, efficiency, integrity, partnership and safety. Pictured are Michelle Malmquist (left) of Ingham County FIA and
Camala Hoffman from FIA Office of Human Resources in Lansing.

meet their needs, but how we do that
isimportant.”

So far, employee feedback
has been positive. In an evauation
recently conducted, 96 percent of
participants rated the course as very
useful, useful, or somewhat useful.

Training will continue
throughout 2001. Starting in 2002,
sessions will be offered periodicaly
for new staff.

Customer Service Excellence
isasignificant endeavor that meets
several identified Family Indepen-
dence Agency needs and goals.

Firg, thisisthefirs timein
many years al employees shared a
common training experience. Typi-
caly training is directed to a particu-
lar group of employees such as

April 2001

management staff or Children’s
Protective Services Workers. By
requiring this training for everyone, a
all levels, the agency has placed
emphasis on the importance of
customer service and working
together.

Second, the training rein-
forces the Family Independence
Agency’s strategic plan. The FIA
vision, values and critical success
factors al address the importance of
having a customer focus.

Third, the Connection Events
and Managing Customer Service
Excellence training give supervisors
the tools to both prepare staff to
attend training, and to reinforce the
skills after the training. Supervisors
play an important role in implementing

the concepts taught. The training
design recognizes this by sending
supervisors to twice as much training
astheir staff.

Finally, the FIA helps meet
itsvison of being a nationa leader in
providing customer service. It is not
unusud for private sales and service
organizationsto train their staff in
customer service, but in the experi-
ence of Wilson Learning, thisisa
relaively new concept in the public
sector.

What started as a revolution
in the delivery of public assistance is
ending as a new way of doing
business for the FIA, one geared at
developing and maintaining satisfac-
tory relationships with customers,
both in the field and in the office.
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Maxey School emerges as Griffis

campus of 2001

New construction, improved programs, quality staff all contribute to better outcomes

By Mary Hedgepeth, Department Analyst

W. J. Maxey Boys Training School, Whitmore Lake

hedgepethm@state.mi.us
Telephone (734) 449-3222

WHITMORE LAKE — When Nelson
G. Griffis, Ph.D. arrived on the
campus of the W. J. Maxey Boys
Training School in the summer of
1998, he had avison in mind. That
was more than two and one-half
years ago and that vision continues to
evolve into transformations of safety,
security, programming and physical
surroundings.

Griffisis campus director for
a dtate facility providing treatment
and rehabilitation services to as many
as 460 male juveniles adjudicated by
courts. The school is located on M-36
near Whitmore Lake in Washtenaw
County

In the years since Griffis
assumed direction of the campus,
there has been a continual decrease
in assaultive behaviors and escapes
by youth. These are direct results of
the “tightening of the ship” philasophy
the campus has adopted.

“This place has to be good
enough for our own children to either
work at or to receive treatment,” said
Griffis a arecent staff forum. “Our
youths families have to be treated as
we would want to be treated.”

Most obvious are the
changes in the campus' physical
environment. Nearly $40 million has
been invested in new construction
and upgrades to existing structures.
The money has been well-spent
creating a state of the art facility with
technology features that rival any
other facility of its type in the nation.
The project is expected to be com-
plete in the fal of 2001.

Emphasis on safety
Among the most significant changes
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The high-secure builaings

: _-:‘-:' o Fild

ére.designed in a pod layout, which utiliz

es safety

glass to enhance total line of sight. The buildings are designed so that there are

no blind
corners.

are two new
high-secure
centers, the
high-secure
school and
family
visting
center that
dlow for full
line of sight
in al areas
accessible

by youth and visitors. The architec-
turd layout of the two 100-bed living
unitsis based on a centraized pod
design where dl offices, youth rooms
and day rooms are visible from the
centralized operations office. Shatter-
proof safety glass replaces brick
walls throughout the centers, ensuring
the full line of sght.

Maxey staff will be equipped

with a new, high tech “man down”
personal alarm system that sounds an
adarm if astaff person isin need of
assistance. This security feature will
pinpoint the location of the wearer
when the darm is activated, expedit-
ing the crisis response procedure.
Staff will be issued a*“man down”
system and a set of new double-
secure keys from campus Public

FIA lcon



Safety upon clocking in for the day.
The key-control policy has beenin
place at Green Oak Center—which
houses serious juvenile offenders—
and is proving to be an effective
security measure.

The key-control policy isjust
one example of how Public Safety
has become an integral department
on campus. The number of Public
Safety officers has been more than
tripled from the crew of 13 officers
employed a the time of Griffis hire
to afull-time staff of 40. All Public
Safety officers are licensed first-
responders for emergency medical
situations. This department screens
each vigitor to the campus and will
soon be respong ble for monitoring the
movement of all staff and youth on
the campus.

Resident living areas

Y outh bedrooms are de-
signed in asingle-bunk fashion with
in-room toilet and sink. Individua

The security doors of the observation
rooms in the new high-secure buildings
allow for visibility of the youth at all
times while maintaining safety for all.

April 2001

shower rooms (versus group shower
areas) dong with the in-room toilet
facilities eliminate two of the most
common aress for youth-on-youth
assaults and enhance resident pri-
vecy.

While security, bricks and
mortar are important in an improving
fecility, Griffis aso gpplied the
“tightening of the ship” philosophy to
the management team at Maxey.

The center developed
centralized computer scheduling of
staff to address the concern of having
fresh, focused and ready to respond
front line personnel. Management
coverage has been expanded with a
full-time midnight program manager
and the rotational assgnment of both
aprogram manager and a member of
the administrative team during all
holidays and weekends.

| Campus of 2001

The “campus of 2001” isone

~ of specialized treatment. Y oungsters

residing and being treated on the
campus bring special needs and the
treatment programs are continually
evolving to meet these challenges.
The “Maxey Modd” pro-

vides what Griffis calls the gestdt
from which all treatment originates.
Gone are the days of positive peer
culture and generic treatment. The
campus has adopted the concepts of
cognitive restructuring, balanced and
restorative justice, therapeutic crisis
intervention, sex offender treatment,
substance abuse treatment, relapse
prevention and intensive mental
health programming.

Y esterday’ s program of peer
modeling has been replaced by a
more complex treatment method that
addresses the complex nature of
youth requirements in the 215 Cen-
tury. When youths' therapeutic and
behavioral issues are addressed
through a focused program one can
expect a decrease in acting out
behaviors and recidivism. Statistics on
the facility indicate thisis taking
place.

Interest is high as Maxey
builds on it successes and transitions
in this exciting time of change.
Maxey is truly becoming the term
coined by Dr. Griffis—the “campus
of 2001”.

FIA
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SWSS FAJ comes to Kalamazoo
What's SWSS FAJ? Low-fat cheese? Not quite.

By Joni St. Laurent, SWSS Project Office

Services Worker Support System (SWSS)

Telephone (517) 241-7980

o

Sharing a joyful moment when the first SWSS
case opened in Kalamazoo are (left to right):
Andi Brendle, SWSS project office; Jim Walters,
children’s services supervisor in Kalamazoo; Pat
Anderson, juvenile justice worker who opened
the first case (inset); and Paula Palmatier, FIA

Software Development Division.

Contrary to what you may
have heard, SWSS FAJis not atype
of low fat cheese coming to an FIA
near you. SWSS FAJis an acronym
for the Services Worker Support
System application that supports
Foster care, Adoption and Juvenile
justice programs. SWSS FAJis
identified in the FIA Strategic Plan
2001 and meets severd critical
success factors including “ continu-
oudly improve internal and externa
customer focused service delivery”
through a common user interface.

In addition to supporting
children’s foster care, adoption and
juvenile justice, SWSS FAJ provides
information for caseload and program
management and collects data to
meet the requirements of the federal
Adoption and Foster Care Analysis
and Reporting System. When fully
implemented, SWSS will meet the
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New cases arriving into foster care
from protective services will be
electronically transferred from
SWSS/CPS mapper into SWSS FAJ
Once the cases are activated, the
worker has an electronic case record
on each of their children. The appli-
cation will walk the user through
registrations to case openings. In
addition, it will be possible to share
information between siblings, do
program transfers, placement and
payment changes, complete basic
case changes and give the worker the
ability to generate many of the letters
and forms that are currently used.
SWSS FAJ will provide supervisors
access to supervisory functions,
caseloads of their assigned staff, and
the ability to generate reports on their
workers casel oads.

After several years of hard

p—

e

ASSIST ® SWSS
INFORMATION AND TECHNOLOGY SERVICES

Advanced Technology & Systems

® EBT @ MICSES

Chief Information Officer

federa requirements set forth for the
State Automated Child Welfare
Information System. SWSSisa
comprehensive system designed to
provide casework support for the
workers delivering services in adult
and children’s services, Child Protec-
tive Services and the Adult Services
Comprehensive Assessment Program
(ASCAP) implemented in 1996.
What does this mean for the
foster care, adoption and juvenile
justice workers and supervisors?
Initidly, workers will need to activate
any existing cases on SWSS FAJ

work and concentrated effort, SWSS
FAJ began piloting in Kalamazoo
County on February 12, 2001. “We
were successful getting the first case
open Feb. 13,” said Sue London,
SWSS project office director. “Train-
ing got off to agood start as well.
Kalamazoo has 11 trainees. | am
very impressed how the training
database is constructed and how it is
working.”

After the pilot is completed, a
phased roll out is planned for the

continues next page
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SWSS FA\] COmES tO KalamaZOO continues from page 14

remaining counties. Once we are
sure the gpplication is ready, it will
take gpproximately 6 months to roll
out the entire state. Counties have
been grouped into waves for SWSS
FAJ implementation. Each wave will
go through a series of pre-implemen-
tation meetings prior to imple-

stand the SWSS FAJ application
featuresin each program. During the
smulation, county office staff receive
exposure to the new system through

explanatory and very easy to use,”
she said. Hause feels SWSS FAJ will
be abig help in collecting information
regarding cases and is especialy

looking forward to the feature that
“tracks where parents live for usein
court reporting.”

hands-on experience.
How does Kalamazoo
County fed about piloting SWSS? Jm

menting the new system in their
county.

A Centra Office
SWSS FAJ training team and
county liaisons go through the
process of creating workplans
so each county is aware of
what steps need to be accom-
plished leading up to their
expected implementation date.
To identify locd office prac-
tices and current forms, each
office creates a process map
and outputs are analyzed with a
focus on how the local office
forms impact paperflow related
to outputs generated by SWSS
FAJ. By developing this
business flow plan in advance
of implementation, the SWSS
FAJ Project Office and the
local office can work together
to identify obstacles and
develop solutions prior to
implementation.

Photo story: Lots of socks

Wayne County FIA employees collected 1,848 pairs of socks and in February
donated them to the Stone Pool Warming Center, a transitional facility that
seeks shelter for homeless men, women and children. The sock drive also
netted $363 in cash donations, used to purchase underwear for the center to
distribute. Thewarming center hasacontinuingunmetneedfornew, heavy,one-
size-fits-all socks, especially for the homeless men who use the facility during
winter months. Diana Pennerman of Operations Get Down Inc. (center), the
agency thatoperatesthewarming center,acceptsthedonations from FIA Zone
8 manager Rheda Johnson and Wayne County FIA director Jerome Rutland.

As part of the
preimplemetation meetings, a smula
tion process has been developed to
demonstrate the foster care, adoption
and juvenile justice gpplications. This
gives county liaisons and other
selected staff early exposure to
SWSS FAJ mechanics and supports
change management strategies. The
smulation process consists of taking
an existing case and working the case
through the SWSS FAJ system in a
testing environment. Cases are
selected from each of the programs
50 that the liaison will better under-
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Wadters, the Kalamazoo County
liaison, is afoster care supervisor.
Walters said his staff have responded
very positively to the SWSS FAJ
application. Workers and supervisors
are aware of the fact that SWSS FAJ
will cregte alot of work initidly, but
have a good understanding that this
program is needed for casework
support as well as reporting purposes.
Lynn Hause a Kalamazoo County
foster care worker, said she thinks
the program is wonderful.

“The gpplication is self-

She commented on moving
toward a paperlessfile, saying: “It's
great but alittle scary in case the
system goes down.” She likesthe
idea she can ask for a specific form
“and it will print it quickly and eesily.”

Louise Boulding, an adminis-
trative support person, has been
working with the registration process.
“I find it user-friendly and pretty
basic to use,” she said.

B For more information on SWSS FAJ
keep an eye out for our website that is
currently under construction.
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Job training program transforms lives
Dennis Lilly didn’t know if he’d make it

By Rosemary Horvath, Staff Writer
Daily News (Greenville, Mich.)

B This story was originally published on Feb. 9, 2001. It is reprinted in FIA Icon with permission of the Daily News.

SHERIDAN - Dennis Lilly didn’t
know if he'd make it. He spent 14
years at home caring for his wife
stricken with epilepsy. He worked
at carpentry, roofing, street
maintenance, but, for the most
part, he was unemployed. It hadn’t
been possible to carve out aliving
for hiswife and three children
without state assistance.

Then there was a lack of
education. He quit schoal in his
junior year of high school. He
wondered, at 43, how could he
survive in the world of work in
spite of Michigan's mandatory job
readiness-job search program (Work
First) that left him with few options.

“I tried getting work before,
but with my wife being ill, nobody
could be with her. | didn’t have a car
and couldn’t get around,” said Lilly.

Highlighting events of the last
five months, this modest man has
turned from alife of degtitution to a
life with afuture. The turning point
came last September when Lilly
encountered Work Firgt, the program
designed to connect recipients of the
Family Independence Agency with
the job market. After ajob orienta-
tion, a caseworker referred Lilly to
Goodwill Indugtriesin Greenville.

A journey begins

“That's the best thing I've
ever done - go through Work First
and Goodwill,” said the new wage
earner. “It was a challenge - no doubt
about it,” he confessed.

He met the challenge with
help from Dee Ann Sherwood,
workforce development specialit,
and Jm Scofield, ongite instructor.
Scofield supervises Goodwill’s work
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Dennis Lilly, left, assembles gear shifters for
the Ford Explorer at Wright Plastic Products
in Sheridan, where he’s in a Goodwill
Industries onsite job-training program.

— Daily News photo/Greg DeKraker

training program at Wright Plastics.
He started out with four people and
one job five years ago.

Scofidd instructs the basic
principles of employment - showing
up for work on time every day -
caling when you can’'t comein.
Scofidd indtills work ethics in some
people who have no concept of
employment responsibility.

“Thisis our testing ground,”
he said of the Wright Plastics Site.
“Thisis acommunity-based site.
We'll perform work for Wright
Plastics but it’s our instructors and
case managers.”

He works with people ages
18 up to 55. Some are functionaly
illiterate. “A lot of people are not
used to using their hands eight hours
aday. We start out two days a week
and gradually work up. With the
genera welfare-to-work population,
most are physicdly and cognitively
capable of working but their barriers
are poverty, lack of transportation,
day care,” Scofield said.

Scofield recalled the early
days working with Dennis Lilly. “He

wouldn’t look mein the eye. He
was o shy, ashamed. Now, it's
unbelievable. He comes into work
30 minutes early and sets up the
assembly for everyone.”

Lilly graduated from the
Goodwill program to anew job
training program at Wright Plas-
tics. He works on becoming a
press operator. His background in
the assembly areagives him aleg
up on spotting inferior parts before
they hit the press, he said. Lilly
hasn’t forgotten his early struggles.

“It was hard. The worst
thing was my salf-doubt. | didn’t
think | had the smartsto do this work.
Jm helped me out alot. Now | can
give 110 percent,” he said.

MichiganWorks!, which helps
the Family Independence Agency
implement work goals, helped Lilly
acquire areliable car. Sherwood is
there to remove obstacles, like the
car or finding reliable care for Mrs.
Lilly, or rectifying a catastrophe that
prevented Mrs. Lilly from getting her
life-or-death medicinefilled at a

pharmacy.

Barriers still exist

A 40-hour minimum wage job
doesn't solve dl the problems and,
sometimes, may even cause more,
Sherwood said. “It costs money to go
to work,” she pointed out.

Even if aperson has a car to
get around, the car needs gasoline,
insurance and maintenance. “It's
hard for people to budget. The
problems people in poverty have are
much greater than most of us can
imagine,” she sad.

Much of what she and others
do through Goodwill is help people

continues on page 17
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Midtown CFS open house tinged with sadness

Event remembers former Wayne County manager Ed Ayoub

By Steve Gershman, Zone IX office

Wayne County Family Independence Agency

Telephone (313) 256-3151
DETROIT—The March 5 open
house at the Midtown Child and
Family Services (CFS) District was
tinged with sadness due to the
absence of its district manager,
Edward A. Ayoub, who died Jan. 11
at the young age of 47.

Formerly known as the
Magnolia-Boulevard Digtrict, Mid-
town CFS becomes the fifth CFS
district in Wayne County. It is headed
by interim manager Margaret Lewis
and interim program manager Vaerie

Work First

continues from page 16
“change their way of thinking. We
help them identify skills, get dong
with co-workers. We write out
vocational gods,” Sherwood said.

Goodwill offers people in
their program a safety net. They all
work so closely together that sheand
Scofield ook upon the program asan
extension of their own lives.

“Thereare so many frustra-
tions. | hear alot of the same things
- my baby issick - | don't have the
Medicaid card yet - day care forms
weren't filled out right. Instead of
looking at the Situation for what it is,
they seethemsalvesashaving failed
in some way,” Sherwood said.

As the former welfare
client earns money working,
there’ s less monetary assistance
coming from the state. Still, neither
Sherwood, Scofield nor Lilly wants
to go back to the old way. “They
experience difficulty at first but we
begin to see pride and self-respect
materidize,” Sherwood said. “I do
believe in the power of work - it
does restore dignity.”

©The Daily News 2001
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Nunn. The
open
house
highlight
was the
dedication
of the
midtown
confer-
ence room
in memory
of the late

Edward Ayoub
Mr. Ayoub, now known as the
Edward A. Ayoub Memoria Confer-
ence Room. A plague commemorat-
ing the event was placed outside the
conference room.

The late Mr. Ayoub’s wife,
Susan Ayoub, his children and
members of his family were gracious
enough to attend this event and unveil
the plague.

Wayne County FIA manag-
ers, Georgia Cambdll of the Forest-
Ellery Didtrict office and Josh Mack
of the Fullerton-Jeffries District,
spoke of Ed's compassion and gentle
nature while displaying his leadership
skills and commitment to both internal
and external customers. Others paid
tribute to Mr. Ayoub at the open
house including Clarence Willis, Jr.,
Wayne County FIA deputy director,
Margaret Warner, FIA Zone X
manager, and Richard Stylski, Zone
IX manager. Mr. Ayoub’s 25-year
service award was presented to Mrs.
Ayoub at the occasion.

Ed was the last manager of
the former Magnolia-Boulevard
District and the first manager of
Midtown CFS. He began his career
with the Department of Social
Servicesin 1975 as an digibility
specialist at the old Kercheval

District. Ed received his bachelor’s
degree with a double major in psy-
chology and sociology the year before
from the University of Michigan.

He worked as a services
specidist at the Inkster District from
1977-86. During that time Ed earned
amaster’s degree in business admin-
istration from the University of
Detroit while working full-time. In
1986, Ed was promoted to youth
residential director at W.J. Maxey
Training School. Julie Jenkins, a
colleague and friend of Ayoub’s
remembered him at the event.

“Ed was a marvelous pro-
gram manager,” she said. “He
demonstrated care and concern for
his staff. He guided, counseled, and
supported them. He was an excellent
role modd for the ddinquentsin his
care. Ed was also a good friend. He
listened and did not judge.”

Mr. Ayoub brought those
characterigtics to the Magnolia-
Boulevard District, where he served
as district manager from 1996 until
the office closure and as district
manager of midtown CFS. His
leadership skills, management style
and warm character were admired by
al that came in contact with him.

He was involved in the loca
Arabic community and St. Mary’s
Antiochian Orthodox Churchin
Livonia Although plagued by serious
illness, Ed continued to work because
of his strong work ethic.

We have dl logt a good
friend and colleague. We remember
the words of Georgia Cambell, who
said, “Ed was aman of integrity,
compassion, and commitment.” We
will missyou Ed. Our heartfelt
sympathy goes out to his family.
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New Children’s Trust Fund license plate unveiled

CTF chair, Secretary of State show it off at Lansing event with five other new plates

LANSING—Michigan motorists got
their first glimpse of Michigan’s latest
fundraising license plates March 1
including the new children’s plate to
raise funds for Children’s Trust Fund.

Funds generated through
sales of children’s specidty plates
will support the Children’s Trust Fund
(CTF), an independent unit in state
government administered through the
FIA.

“I am pleased to unveil the
fina six fundraising license plates,”
said Secretary of State Candice
Miller. “(They) provide residents the
perfect opportunity to financially
support their favorite cause.”

The new plates were avail-
able for purchase beginning April 2.
Money from specidty license plate
sales will support six state-supported
causes including the CTF.

The Children’s Trust Fund
supports loca projects around Michi-
gan to defeat child abuse and neglect.
It receives no state budget allocation
and operates through non-state
revenue sources including donations,
grants and interest.

The six plates feature a
colorful logo and a representative
word or phrase highlighting the cause:
W Agriculturd Heritage: Highlighting
ared barn, silo and rolling green fields
crowned with the sun, the Agricul-
tural Heritage Plate supports agricul-
ture educational programs for grades
K-12.

B Children: With red hearts and a
touching message of “Just Love
‘Em,” the Children’s Trust Fund
Plate raises funds to prevent child
abuse and neglect.

W Lighthouse: With its striking red-
and-white stripes, the White Shoal
Lighthouse is set against the blue
waters of Lake Michigan to symbol-
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Children’s Trust Fund chairperson Pam Posthumus (left), state Sen. Bev
Hammerstrom (center) and Secretary of State Candice Miller with the new
children’s fundraising license plate.

ize the need to preserve al 124 of
Michigan’s lighthouses. The White
Shod Lighthouse is located 20 miles
west of the Mackinac Bridge.
B Veterans Memoria: Featuring a
pair of silver dog tags as a reminder
of the men and women who have
served their country, the Veterans
Memoria Plate supports the Vietnam
Veterans Memorial.
B Water Quality: A red sailboat cuts
through Michigan’s deep blue waters
under a cheery orange sun, bringing
the message of the importance of
protecting the state’ s water, our most
valuable resource.
B Wildlife Habitat: Against a back-
drop of trees, the digtinctive black-
and-white loon and her chick rest in
quiet waters, highlighting the need to
protect Michigan’s nongame wildlife
and habitat.

Residents buying a specidty
license plate will pay $35 in addition
to their annual registration fee.

Twenty-five of the $35 is earmarked
for the cause with the remaining $10
paying for the production and mailing
of the license plate. Residents
wishing to personalize their plate pay
an extra $30. A specialty disability
plateis dso available.

Every time a specialty plate
isrenewed, a$10 feeis collected for
the cause. Residents with personal-
ized plates will dso pay a $15 person-
alized plate fee when renewing.

Specidty plates may be
ordered by mail, fax or in person at a
Secretary of State branch office.
Order forms will be included with
registration renewal notices beginning
April 2. Residents may also obtain
order forms online through the
Secretary of State web site:
WWW.Sos.state.mi.us/uplates/
newplates.html All speciaty license
plates will be processed and mailed to
customers from the department’s
centra officein Lansing.
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Medicaid beneficiaries give health care high ratings

Beneficiaries grade practitioners, service higher than fee-for-service customers and

other insured parties

B For more information contact Carolyn Cassin at Michigan Department of Community Health, telephone (517) 335-5182
LANSING—Medicaid recipients are happy with the health care they receive through the program and give high grades
to their medical care providers. That is among findings from a recent survey of Medicaid recipients commissioned by
Michigan Department of Community Health.

The department released the 2000 Consumer Satisfaction Survey Report Feb. 21. The survey focused on the
27 Michigan hedlth plans that served adult and child Medicaid beneficiaries in managed care during 1999.

“The results indicate persons receiving Medicaid are pleased with the services they are receiving not only
from their doctor, but from their Qualified Health Plan,” said Community Health Department director James K.
Haveman Jr. “With the changes we implemented last year in the re-bid for managed care, we will continue to improve
services to children and families.”

Michigan Department of Community Health administers the state Medicaid program. Qualified Health Plans
are group providers of service to Medicaid customers akin to a health maintenance organization.

The survey measured how Medicaid beneficiaries feel about their health care in regards to getting needed care,
getting care quickly, how well doctors communicate, courteous and helpful office staff and customer service.

The Department of Community Health commissioned Market Facts, a survey company specidizing in health
care and other consumer satisfaction surveys, to conduct the surveys following standard Consumer Assessment of
Health Plans Study protocol. The adult survey included 14,352 respondents and the child survey included 8,466 respon-
dents.

The format is amail survey with telephone follow-up. Michigan is one of many states to use this particular
survey tool. The survey of adult Medicaid beneficiaries found:

W 75 percent gave their personal doctor or nurse an 80 percent or higher rating. This compares with ratings of 72
percent from Medicaid fee-for-service beneficiaries and 74 percent from Michigan commercia insurance beneficiaries.
B 76 percent gave their medical specidist an 80 percent or higher rating. This compares with ratings of 72 percent
from Medicaid fee-for-service beneficiaries and 76 percent from Michigan commercia insurance beneficiaries.

B 70 percent gave al doctors and other health providers overall an 80 percent or higher rating. This compares with
ratings of 66 percent from Medicaid fee-for-service beneficiaries and 75 percent Michigan commercia insurance
beneficiaries.

B 69 percent reported that getting care was not a problem and 78 percent said they usualy or aways received their
care quickly.

W 85 percent said their doctors usually or always communicate well and 89 percent reported that the office staff was
usualy or aways courteous and helpful.

W 60 percent said they had no problems with their health plan customer service and 59 percent gave their health plan
an 80 percent or higher rating.

W 64 percent said they were advised to quit smoking on at least one visit.

The survey of parents of child Medicaid beneficiaries found:

W 78 percent said the doctors or nurses usualy or aways discussed their child’s behavior and growth with them.

W 75 percent gave their child's personal doctor or nurse an 80 percent or higher rating.

B 74 percent gave al doctors and other health providers of their child an 80 percent or higher rating.

W 77 percent report that getting care for their child was not a problem and 82 percent said their child usually or aways
received care quickly.

W 69 percent said they were reminded to bring their child, under the age of two, to the doctor for shots and drops.

W 88 percent said their child s doctor or other health care provider usualy or aways communicates well and 80 percent
said they usudly or aways explained things so children could understand.

W 90 percent said that office staff is usualy or always courteous and helpful.

B 66 percent reported that they had no problems with their child’s health plan customer service.

W 64 percent gave their child’s heath plan an 80 percent or higher rating.
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Hardee’s, FIA shared the warmth in the U. P.

Feb. 9 promotion generates almost $1,000 for local heating needs

On February 9, seven Hardee' s restaurants in the Upper Peninsula participated with county Family Indepen-
dence Agency offices in the annud “ Share the Warmth” promotion to raise funds for local heating needs.

As aresult of the one-day promotion, Hardee' s will donate 100 percent of the proceeds from each Sausage &
Egg Biscuit sold that day to the local Family Independence Agency to help loca citizens with their home heating needs
this winter.

Preliminary figures from the promotion indicate the seven Michigan stores raised $945, an increase over last
year's sales a six stores totaling $776. Itemized sales per store included: Iron Mountain: 48; Ironwood: 50; Manistique:
79; Escanaba 95; Munising: 101; Marquette: 269 between two stores; and Houghton: 303. Eleven Northwest and
Midwestern states participated in the 2001 promotion, raising $62,948.

The promotion was conducted during regular breakfast hours on Friday, Feb. 9 when customers could purchase
a Sausage & Egg Biscuit for $1 tax included. All money collected from each biscuit sold is returned to local communi-
ties for winter heating service.

“Harde€’ s “ Share the Warmth” campaign is designed to raise funds and create a greater awareness of the
needs of locd citizens,” said Dave Schauer, field marketing manager for Hardee's.

In fiscal year 2000, the last year where records are complete, there were more than 600 families in the Upper
Peninsula counties participating in “ Share the Warmth” that received emergency cash assistance from the FIA to help
with heating needs.

B For more information on “Share the Warmth”, contact Amy Hindman at Jordan Associates in Oklahoma City by phone:
(405) 507-6278 or email: ahindman@jordanet.com
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